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contact person for the  subcommittee  and would be  the  appropria te  person for this  feedback.
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Executive Overview

Although no specific re fe rra l to cus tomer educa tion was  made  in the  Arizona  Corpora tion
Commiss ion rule  re ga rding e le ctric utility re s tructuring, it wa s  de te rmine d by the  Commiss ion in
February 1998 tha t a  Working Group be  es tablished to address  this  issue . We, the
Audience /Messages  Subcommittee  of the  Customer Educa tion Working Group, submit this
recommenda tion to the  Commiss ion rega rding cus tomer educa tion on re ta il e lectric compe tition
in the  s ta te  of Arizona . This  recommenda tion should not be  viewed as  a  fina l document but
ra the r a  working dra ft. This  recommenda tion re fe rs  to ACC Article  #16 passed in December
1996, which require s  the  e lectric indus try to begin re ta il e le ctric compe tition for a  portion of
Arizona  customers  on January 1, 1999.

The  Audience /Messages  Subcommittee  was crea ted out of the  Customer Educa tion Working
Group which firs t me t on March 27, 1998. The  Audience /Messages  Subcommittee  is  a  se lf-
se lected group composed of 27 representa tives  from inves tor-owned utilitie s , public power,
coopera tives , energy service  providers , consumer groups, and other inte rested parties .

It is  the  unders tanding of this  Subcommittee  tha t our role  is  to propose  recommenda tions
regarding the  crea tion of a  Customer Educa tion P lan. On June  30, 1998, the  Subcommittee
submitted a  le tte r to Executive  Secre ta ry Jack Rose  regarding a  proposed scope  of work (see
Appe ndix A) for a  customer educa tion consultant. Tha t consultant has  now been identified as  the
Commiss ion Public Informa tion Office r. It was  a lso s ta ted in the  le tte r tha t a  cus tomer educa tion
proposa l would be  submitted by July 31, 1998.

While  deve loping this  proposa l/recommenda tion, the  Subcommittee  focused on the  following
two obje ctive s :

To recommend a  comprehensive , s tandardized, in~biased, commission-sponsored
program tha t can be  implemented s ta tewide  in order to educa te  Arizona  consumers
about upcoming re ta il e lectric compe tition.

To identify issues  tha t may a ffect e lements  of the  customer educa tion plan but do not
re la te  to the  primary objective  and make  recommenda tions  to the  Commiss ion for
future  or concurrent action (i.e . consumer protection, s tandardiza tion of te rms).

The  Audience /Messages Subcommittee  proposes  recommendations in the  following a reas:

•

a

•

Program Goa ls
Targe t Audience
Key Messages
Communica tion Channe ls
Eva lua tion
P la n Imple me nta tion/Time line

The  Funding Subcommittee , a lso crea ted out of the  Customer Educa tion Working Group, will be
providing a  sepa ra te  report to the  Public Informa tion Office r and the  Commiss ione rs  rega rding
proposed funding for a  comprehensive  customer educa tion plan.
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P a rt I - P ro g ra m g o a ls

In five  months , a  portion of Arizona 's  e le ctricity ma rke t will be  a ble  to choose  the  provide r of
the ir e lectricity. To da te , the  ma jority of these  cus tomers  (othe r than a  pe rcentage  of la rge
industria l customers) a re  unaware  or only s lightly aware  of the  upcoming changes* and requests
for informa tion a re  incre a s ing.

His torica lly, e ne rgy ha s  be e n a  low involve me nt, low inte re s t commodity. As  long a s  the  lights
go on, cus tome rs  don't think a bout whe re  the  powe r is  coming from. As  a  re sult, within this
re la tive ly short timeframe , the  popula tion of Arizona  needs  to 1) rea lize  tha t changes  a re  coming,
2) unde rs tand who will be  able  to pa rticipa te  and when, 3) know where  to go for objective ,
independent infonna tion, and 4) have  the  information necessa ry to make  informed choices . Thus
the  overa ll goa ls  of a  customer educa tion program are  to:

P rovide  objective  non-bia sed informa tion
Crea te  cons is tency of te rminology with othe r educa tion programs (i.e . public power)
Genera te /increase  consumer awareness of e lectric competition and re la ted issues
Facilita te  inborned consumer decis ion-making
Crea te  a  comprehens ive , objective , re liable  source  of informa tion for a ll Arizonans

It is  important to note  tha t a s  of this  writing, seve ra l key e lements  rema in unresolved, including
who can pa rticipa te  initia lly and othe r timing issues . As  a  re sult, the  Audience /Messages
Subcommittee  would like  to recommend a  two phase  program.

The  firs t phase , utilizing the  Public Informa tion Office r and in-house  funding, seeks  to "react" to
cus tomer inquirie s  about upcoming changes . The  goa ls  of the  initia l program a re  to:

Provide  gene ra l awareness  of compe tition in Arizona  (prior to January 1, 1999)
Inform e ligible  consumers  of the ir opportunitie s , rights  and obliga tions
Inform ine ligible  consume rs  why the y a re  NOT e ligible  for compe tition a t this  time
Equip the  ACC with a  reactive  mechanism to respond to ques tions  and compla ints
(i.e . 800#, webs ite )

The  second and more  comprehensive  phase  of the  program, proposed to run in prepara tion for
full competition seeks to increase  awareness  of upcoming choices  as  well as  react to customer
inquirie s . A funding source  to implement the  second phase  will be  proposed in the  Funding
Subcommittee  report. The  goa ls  of this  second phase  a re  to:

Increase  awareness  and assure  in-depth understanding of competition among a ll
Arizona  consumers so they can make an educated choice  regarding the ir energy
supplie r
Assure  a ll consumers  unders tand the ir opportunitie s , rights  and obliga tions
Increase  the  ability of the  ACC to respond to ques tions  and compla ints
Provide  informa tion rega rding consumer protection

*

Exact percentage to be determined by formal evaluation (see Part v)
2 07/31/98



P a rt II - Aud ie nc e /ta rge t g roups

In order to reach a ll consumers  in the  s ta te  of Arizona , the  primary audience  of the  cus tomer
educa tion plan, the  Audience /Messages  Subcommittee  has  defined the  following ta rge t groups.
These  ta rge t audiences have  been identified to ensure  the  message  of utility restructuring reaches
a ll customers  throughout the  s ta te .

•

Media
The media will be providing a majority of the messages to the general public through
print, radio and television. As a result it is important that the media thoroughly
understand the industry changes.

Residential
Based on I996 and 1997 utility annual reports and a I996 report from the Energy
Information Administration, there are 1, 787, 704 residential utility customers in the state
of Arizona. Within this number, there are several sub-groups that should be targeted

Low income .- Arizona's 1996 poverty rate was 20.5 percent, significantly higher
than the national average of 13.7 percent.
Elderly
Disabled

Small business/commercial
According to a report released by the Arizona Department of Commerce in February
1997, Arizona has a total of409,444 businesses, including home-based and not-for-profit
operations. The report shows that 99. 5 percent fall businesses (407, I98) are
considered small businesses with fewer than 100 employees. Only 2,246 have I00 or
more employees. Of the small businesses, 303,644 are home-based operations.

Non-English speaking/Spanish
According to the 1990 US Census, 688,338 persons of Hispanic origin reside in the
state of Arizona. Of this number, 478,234 speak Spanish as the primary language in ire
home.

Rural/Outlying Areas
According to the 1990 US. Census, 550,687people live outside urbanized areas in ire
state of Arizona.

Seasonal
According to ire 1990 US. Census, approximately 96, I04 people in the state of Arizona
are seasonal residents (defined as "usual house located elsewhere; " includes seasonal
residents living in mobile homes, RV's, condos or single-family detached homes).
According to a study/census conducted by Arizona State University in Oetober 1995,
Maricopa County has 31, 743 seasonal residents.

Customers of affected/non-affected utilities
Because the Commission does not regulate all utilities in the state of Arizona, it will be
important to clary in all communications who will be able to choose. Approximately
653, 701 residential customers in Arizona purchase their power from non-affected
utilities.

Industrial
This customer base will require very little customer education.

Government entities (i.e. Forest Service, cities, government offices)
3
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P a rt III - Ke y me s s a ge s

Based on input from the  Research Subcommittee , the  Audience/Messages Subcommittee  has
identified consumer ques tions  which will require  the  deve lopment of key messages  for the
customer educa tion program. These  consumer inquiries  a re  based on questions  currently be ing
asked of e lectric utilitie s  as  well as  the  questions  frequently addressed in the  customer educa tion
lite ra ture  produced by other s ta tes .

The  Research Subcommittee  has  identified the  following as  the  most common Frequently Asked
Questions in other s ta tes:

•

•

•

•

•

What is  happening to the  e lectric industry?
When is  it happening?
Why is  this  happening?
Wha t is  the  purpose  of "re s tructuring" the  e lectric utility indus try?
How will the  e le ctricity ma rke t cha nge ?
How will changes  in the  e lectricity marke t a ffect cus tomers?
What do I need to know about Direct Access?
Will compe tition a ffe ct the  qua lity or re lia bility of e le ctric s e rvice ?
Who do I ca ll if the  lights  go out?
What is  "green power"?
Will my bill cha nge ?  Who will I pa y?
Wha t if I decide  not to choose?  Canl s tay with my current provide r?
Wha t is  the  Compe tition Trans ition Cha rge  (CTC)?  Is  it an additiona l cha rge?  CanI avoid
pa ying it?
Who will handle  any compla ints  I have?  How are  consumers ' rights  protected?
How can I give  the  Arizona  Corpora tion Commiss ion and Legis la ture  my input rega rding
e lectric re s tructuring?
How can I find out more  informa tion about Arizona 's  changing e lectric indus try?
How can I avoid te lephone  ca lls  a t my home  or bus iness  from companies  trying to se ll me
e le ctricity?  *
How can I compare  diffe rent companies  and se rvices?  Will the re  be  a  s tandard disclosure
formula  for ra te s?

The  Audience /Messages Subcommittee  a lso proposes the  following questions be  addressed in
the  educa tion program:

Who will be  a ffected?
Wha t ques tions  should a sk an ene rgy provide r?
Whe re  ca n I find in-bia se d informa tion?
What is  aggrega tion?
Can I combine  with othe rs  for group discounts?

* Note tha t the Research Subcommittee found this  ques tion controvers ia l.
4 07/31/98
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•

•

•

•

•

How do I s ta rt/join a  buying group?
Why ca n't I pa rticipa te  now?
Wha t provide rs  cant choose  from?
W ill I save money?
Am I guaranteed se rvice?
Will my cre dit ra ting a ffe ct my a bility to obta in se rvice ?

•

•

In addition to re sponding to the  above  ques tions , the  Subcommittee  be lieves  the  following
elements need to be  included in the  customer education messages.

Ba ckground of e le ctric indus try/his tory of tra ns ition
Glossa ry of te rms  (Exa mple s : Pe nnsylva nia 's  "Brie f De finitions  for the  De re gula tion of
Ele ctricity Ge ne ra tion" (see  Appendix B) a nd Ca lifornia 's  "Glos sa ryx Ele ctric Utility Indus try
Te rms " (See  Appendix C)
Standardiza tion of te rms with othe r cus tomer educa tion programs (Le . public power).•

5 07/31/98



P a rt IV - Communic a tion  c ha nne ls

Based on the  ta rge t audiences  identified in Part II, the  Audience /Messages  Subcommittee  has
identified poss ible  communica tion channe ls  to reach those  ta rge ted groups . It is  the
recommenda tion of the  Audience /lvIessages  Subcommittee  tha t the  Public Information Office r in
conjunction with the  Subcommittee  de te rmine  which communica tion channe ls  should be
utilized, based on the  deve lopment of a  comprehensive  customer educa tion communica tion plan.
The  Subcommittee  ha s  identified the  following communica tion channe ls  for poss ible  inclus ion in
tha t plan.

•

•

•

•

Printe d ma te ria ls
Bill s tuffe rs
Dire ct ma il
Ma il in re sponse  to inquiry (brochure s )

TV/Ra dio
Pa id a dve rtis ing
Public service  announcements

P rint me dia
P ublicity
Editoria l
Genera l news stories
Pa id a dve rtis ing

Web s ite
800#
Trade  shows
Public mee tings  (and corresponding newsle tte rs , flie rs )

Schools
Civic organiza tions  (i.e . Chambers  of Commerce , Rota rie s )
Community-based organiza tions
Governmenta l agencies
Neighborhood associa tions /Block Watches
Homeowner associa tions

•

•

•

•

•

•
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P a rt V - Eva lu a tio n

The  Audience /Messages  Subcommittee  has  identified severa l a reas  requiring eva lua tion, both
before  the  customer educa tion program is  deve loped and a fte r the  program is  comple ted. The
evalua tion will provide  success measures of the  program as well as  serve  as  a  pulse  check
regarding the  messages tha t a re  be ing publicized.

The  Audience /Messages  Subcommittee  has  identified the  following three  a reas  for eva lua tion:

Pre-program benchmark study tha t establishes the  level of awareness in the  s ta te
Formula te  ques tions
Collect da ta  to answer questions
Analyze  the  da ta /inte rpre t the  answers
Modify pla ns /progra m ba se d on finding

Evalua tion of customer educa tion programs conducted in other s ta tes
Successful programs
Unsuccessful programs
Successful program e lements
Unsuccessful program e lements
Costs  per customer

•

•

•

•

•

• Post-program eva lua tion of the  success  of Arizona 's  cus tomer educa tion program*.

Methods  for pre - and post-program eva lua tion may include  :

•

•

•

•

•

Questionna ires /surveys
Inte rvie ws
Focus  Groups
Pre- and post-tests
Commiss ion s ta tis tics

*
Success  measurement will be determined based on pre-program baseline s tudy.

7
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Eva lua tion of Educa tion programs na tionwide  (Resea rch Subcommittee ) 3/98 - 11/98

Customer Educa tion P lan -- Phase  I (utilizing in-house  funding)

• Program Deve lopment 7/98 - 9/98

• P rogra m Imple me nta tion 10/98

Customer Educa tion Plan -. Phase  II (comprehensive)

• Funding Committee  recommenda tion 10/98

Base line  Research of Customer Awareness  in Arizona 6/99-1/00

• Program Deve lopment 1/00-6/00

• Funding requested 6/99

• P rogra m Imple me nta tion 6/00

• Pos t-P rogram Eva lua tion
TBD

P a rt VI - P la n  Imp le me n ta tio n /Time lin e

As mentioned in Part I, the  Audience /Messages  Subcommittee  is  proposing a  two phase
cus tomer educa tion program. This  two phase  plan re flects  the  current ftuiding ava ilable  to
implement a  cus tomer educa tion program. The  Subcommittee  recognizes  tha t s ta rting
immedia te ly and throughout the  next few yea rs , the  public will be  see ing/reading/hea ring
informa tion about re ta il e lectric compe tition through othe r educa tion programs and adve rtis ing.
In the  short te rm, the  Audience /Messages Subcommittee  sees  a  need to "react" to customer
inquirie s . As  full compe tition be come s  immine nt, the  Subcommitte e  be lie ve s  it is  impe ra tive  to
create  awareness of the  upcoming changes so consumers can make informed decisions.

8 07/31/98



Ap p e n d ix A

Recommended scope  of work:

Deve lop and implement phase  one  communica tion plan to react to consumer inquiries
re ga rding re ta il e le ctric compe tition.

Deve lop comprehensive  communica tion plan with corresponding budge t to educa te
Arizona  consumers  rega rding re ta il e lectric compe tition.

Conduct pre-program base line  research and post-program eva lua tion of educa tion
program as  well as  eva lua tion of customer educa tion programs conducted in other s ta tes .

Work with a  des igna ted s take-holder advisory group (i.e . members  of the  Customer
Educa tion Working Group) to ensure  equitable  representa tion of inte res ted parties .

9 07/31/98



lr \ Appendix B Page 1 of 8

Glo s s a ry o f Te rm s  Fo r Ele c tric  P o we r Co m p e titio n

Click here for a  lis t of commonly use d acronyms.

Above the  Line : Expenses  and revenues  required for a  utility to opera te . Used to identify
requirements" and "ra tes ." Other items such as  profits , a re  "be low the  line ."

"revenue

Adminis tra tive  Law J udge  (ALJ ): A P ublic Utility Commis s ion la wye r who holds  forma l
hearings, ga thers  facts  re la ting to the  case  and recommends a  decision to the  Commission a t the  end
of the  hearing process.

Allowable  Rate  of Re turn: The  pe rcentage  re turn (bas ica lly profits ) a llowed to a  company by a
regula tory commiss ion. It a llows  the  ove ra ll cos t of financing to be  included in the  revenue
requirement.

Allowa ble s : Authorized expense  items tha t a re  recovered through utility ra tes  (recoverable  items).

Amortiza tion: Payment ove r time .

Ave ra ging: Spreads the  costs  over a  broad area  regardless of the  costs  of providing the  service  to
any given area .

Avoide d Cos t: An e s tima te  of wha t it cos ts  the  utility to produce  power, used to evaluate  the
purchase  of power from non-utility sources .

Ba se  Loa d: The  minimum energy leve l a  company must provide  to its  cus tomers  on a  constant
basis .

Base  Ra te : Ra te  cha rged to utility cus tomers  for gene ra l cos ts  of se rvice  not including fue l
expenses. This ra te  is  used as the  basis  for se tting discounts and specia l prices.

Below the  Line : All income s ta tement items of revenue  and expense  not included in de te rmining
utility ne t opera ting income. These  kind of items a re  considered shareholder-re la ted ra ther than
customer-re la ted.

Bulk P owe r Ma rke t: Wholesa le  purchases and sa les  of e lectricity.

Ca ptive Cus tomer: Utility cus tomers  who do not have  an option to go to anothe r utility company
for the ir ene rgy se rvice .

Cha pte r 56: The  Public Utility Commiss ion's  re gula tions  tha t e s ta blish rule s  for pa yme nt of utility
bills , reques ts  for se rvice , payment of depos its , billing, te rmina tion of se rvice  and compla int
handling. These  regula tions  a re  to protect res identia l customers  of regula ted e lectric, gas , wate r,
steam heat, and sewer companies in Pennsylvania .

Ch e rrypie king: When a  competitor chooses the  best service  areas, customers or regions to provide
service  based on the  grea test leve l of profit a tta inable .

Coge ne ra tion: A process  of producing s imultaneously e lectric and the rmal (hea t) energy from one
fue l source .

Competitively Ne u tra l: Refers  to having the  same e ffect on a ll competitors  in an open marke t.

http://www.aers .psu.edu/cs is /compete /e lecglsr.htm 7/31/98



Page  2 of 8

Cons e rva tion: With utilitie s  it means  reducing or more  e fficiently us ing na tura l re sources  and
energy in orde r to conse rve  the  environment and save  on utility bills .

Cons truction Work In P rogre s s  (CWIP ): Cons truction of utility fa cility tha t is  not ye t ope ra tiona l
or in se rvice . Genera lly CWIP cos ts  may not be  included in ra tes .

Cos t Allocation: A process for assigning the  costs  for goods and services among the  various
customer classes.

Cus tomer Ass is ta nce Programs (CAP S ): Alte rna tive  collection program se t up be tween a  utility
company and a  cus tomer tha t a llow cus tomers  to pay utility bills  on a  pe rcentage -of-the -bill they owe
or pe rcentage-of-cus tomer-income ins tead of paying a  regula r bill. These  programs a re  for low
income people  who can't pay the ir bills . These  customers  must agree  to make  regula r monthly
payments  based on the ir new payment plans.

Da ily P e a k: The  maximum amount of energy or se rvice  demanded in one  day from a  company or
utility se rvice  to provide  cus tome rs  with e le ctric utility se rvice .

De a th S pira l: S itua tion crea ted when a  company's  product is  not competitive  in a  marke t re sulting
in loss of customers and sales. The company's  expenses then have to be  spread out over a  smaller
cus tomer base  which in turn re sults  in highe r prices  for utility se rvice . This  forces  an increas ing
number of customers  to buy the  product a t a  cheaper price  from the  competition.

De a ve ra ging: The  a lignment of prices  in a  waytha t is  cons is tent with the  cos t of providing se rvice
in specific a reas  ra the r than pricing se rvice  on an average  bas is  for the  full te rritory.

De clining Block Ra te s : A type  of utility ra te  s tructure  utilizing lowe r cha rge s  for highe r volume s
of consumption.

De commis s ion: Re mova l of a  utility pla nt firm a ctive  se rvice  or use .

De control: Remova l or re laxa tion of regula tions  governing a  bus iness  opera tion and specifica lly a
utility se rvice  or provide r. (Se e  De re gula tion.)

De fa c e : A priva te ly-owne d or inve s tor-owne d utility compa ny tha t is  ope ra ting without a
Ce rtifica te  of Public Conve nie nce  (pe rmit) is sue d by the  Public Utility Commiss ion.

De ma nd-S ide  Ma na ge me nt (DS M) Conserva tion resource  planning. The  programs identify energy
conservation measures for each customer class and is  genera lly designed to reduce  or shift resources,
e .g. time-of-day meters  a re  one  residentia l conserva tion measure .

Department of Environmenta l P rote ction (DEP ): A s ta te agency responsible  for enforcing
regula tions  to prevent environmenta l pollution and ruin.

Deprec ia tion expenses: Expenses  a ttributed to the  wearing out of property. In accounting,
deprecia tion is  deducted from asse ts  or property va lues  over the  years  of expected life  of an item.
Causes of deprecia tion can be wear and tear, decay, natural events, changes in requirements and
fina lly deple tion of na tura l re sources .

De re gula tion: Remova l or re laxa tion of regula tions  or controls  governing a  bus iness  or se rvice
opera tion such as  a  utility. (See  Decontrol.)

r 1
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Page  3 of 8
4 * *

De ta rifjin g : Remova l of ta riff regula tions  by the  regula tory agency so tha t the  company or se rvice
organiza tion is  free  of price  controls  in the  compe titive  marke tplace .

Dis tribu tion  Line : The  loca l pM of an e lectric, gas , or wa te r sys tem which de live rs  the  se rvice  to
the  customers.

Ele ctroma gne tic Fie ld  (EMF): Invis ible  e le ctric fie lds  produce d by the  curre nt of e le ctricity
through a  wire . EMF a lso occurs  na tura lly as  pa rt of ea rth's  magne tic fie ld. Deba tes  focus  on the
health e ffects  on humans.

Embedded Cos t: A ra temaking te rm. A cos t a lready incurred which is  fixed and cannot be
minimized or changed by reducing output.

End Us e : The  fina l purpose  of a  product or output by the  consumer. The  product when the
consumer ge ts  it.

Ene rgy Cos t Ra te (ECR): A portion of a  utility cus tomer's  bill tha t re flects  changes  in the  cos t of
purchas ing fue l for power plants , e lectricity sa le s  to othe r utilitie s , and e lectricity purchases  from
othe r utilitie s  and non-utility genera tors . Normally, the  ra te  is  adjus ted once  a  yea r.

Environmenta l Protec tion Age ncy (EP A): A federa l agency crea ted in 1970 to be  responsible  for
protection and management of the  na tion's  na tura l re sources  from environmenta l pollution.
Establishes  s tandards , monitors  and enforces  pollution aba tement, and control regula tions.

Evide ntia ry He a ring: A fact-finding hearing, conducted in most major ra te  cases  to es tablish the
va lidity of pa rtie s ' pos itions . Certa in rules  of procedure  apply to these  hearings  so a ll pa rtie s  can
adequa te ly and fa irly present the ir position and build the ir case .

Exce ss  Ca pa city: Volume or capacity over and above  tha t which is  needed to meet planned or
expected demands  for utility se rvice .

Exte rna litie s : Estimates  of cos ts--such as  socia l, politica l, and environmenta l--tha t a re  not
included as  factors  in economic ca lcula tions  in ra te  cases , genera lly.

Federal Energy Regulatory Commission (FERC): A federal regulatory agency that sets rates for
wholesale electricity and interstate gas transportation.

Fe e de r: Supply of ene rgy from a  source  loca tion to a  dis tribution cente r.

Fixe d Cos t: In utility te rms, expenses  tha t do not fluctua te  re la tive  to any change  in output
(production) volume  .

Fla t Ra te : A fixed charge  for goods and services  tha t does  not vary with changes in the  amount
used, volume consumed, or units  purchased.

Forced Outa ge : Any time  a n e ne rgy fa cility is  force d out of se rvice , not including during re gula rly
scheduled service  maintenance.

Forma l Compla in t: A written dispute  or disagreement about a utility proble m file d by a  consume r
with the  Public Utility Commiss ion. A forma l compla int is  a s s igne d to a n Adminis tra tive  La w Judge
(ALJ) who holds hearings to develop a  record. Afte r the  hearings, the  Judge  issues a  decis ion. (See
informa l compla int.)
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Fos s il Fue ls : Natura l resources  such as  coa l, oil, na tura l gas  tha t a re  the  byproduct of decay of
plants and animals and are  used as fuels.

Fre e -Ride rs : Customers  who subscribe  or participa te  in a  no cost or reduced cost program or
se rvice  when they normally would nave  the  money and pay for it themse lves .

Gauss : A unit for measuring e lectromagne tic fie lds . (See  Milligauss .)

Ge ne ra tion: P roduction of e le ctricity from a  powe r pla nt.

Greencos : Demand side  management and other non-polluting sources of energy genera tion.

Grid : A ne twork for the  transmiss ion of e lectricity throughout the  s ta te  or na tion.

High Tens ion or High Voltage Line s : Electric lines  ca rrying voltage  grea te r than 100,000 volts .

Incentive Re gula tion: A form of utility re gula tion whe re  the  le ve l of profit is  de te rmine d by
regula tion based on s tandards of performance  for service  provided and cost e ffectiveness .

Independent Power P roduce rs  (APP): Non-regula ted ene rgy produce rs , gene ra lly individua ls  or
companies  not regula ted by government a s  a  public utility, tha t offe r e lectric power for sa le  to the
public--usua lly on a  wholesa le  bas is . The  te rm is  sometimes  meant to include  qua lifying cogenera tion
or sma ll powe r fa cilitie s  unde r the  Public Utility Re gula tory Policie s  Act tha t produce  powe r for sa le ,
a t whole sa le , to a n e le ctric utility.

In forma l Compla in t: A dispute  or disagreement about a  utility problem filed by a  consumer with
the  Public Utility Commiss ion's  Bureau of Consumer Se rvice s  (BCS). A BCS inves tiga tor reviews
the  informal compla int and provides  the  customer with a  response  to the ir dispute . Most responses
a re  in the  form of a  decis ion tha t the  cus tomer or company can appea l. If an informal compla int is
appea led, it becomes a  formal compla int. (See  Formal Compla int.)

In fra s tructu re : The  bas ic framework of a  ne twork sys tem or grid including the  equipment, wire s
and cables, the  management, and the  financia l aspects  of each part of the  network.

Inte rruptible  Ra te : A specia l utility ra te  given to those  who have  the ir se rvice  tempora rily s topped
as  pa rt of an agreement with the  utility company. Circumstances  for se rvice  inte rruptions  can be
pe riods  of high demand or high cos t pe riods  of short supply for the  utility, and/or sys tem
emergencies.

Inves tor-owned Utility: A utility company owned and ope ra ted by priva te  inves tors .

Kilowa tt-Hour (KWH): A measure  of e lectricity consumption equa l to 1,000 wa tts  of power over a
pe riod of one  hour.

Loa d : The  amount of e lectricity be ing used a t one  time  by a  cus tomer, circuit or sys tem.

Low Income  Home  Ene rgy As s is ta nce  P rogra m (LIHEAP ): A federa l/s ta te  program to a ss is t low
income  utility cus tomers  pay for ene rgy se rvices .

Loa d Ma na ge me nt: Shifting ene rgy demands  for a  utility to diffe rent time  pe riods  of the  day.

Monopoly Control of a  product, ma rke t, or indus try by one  individua l or company. A s itua tion tha t
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is  characte rized by the  absence  of competition. (See  a lso franchise , oligopoly, competition, and
deregula tion.) Customers  do not have  a  choice  of the ir se rvice .

Municipa l Owne rs hip: A utility tha t is  owned and ope ra ted by a  municipa l (city, borough or
township) gove rnme nt.

National As s ociation of Regulatory Commis s ioners  HVARUC): A na tionwide  a ssocia tion of s ta te
public utility commiss ions  se t up to educa te  and sha re  informa tion on utility is sues .

NOI No t ic e o fln q u iry): A reques t for comments  and information on a  specific topic or issue
from consumers  or any pa rty directly inte re s ted or involved.

Non-bypa ssa ble : A condition where  cost/benefits  a re  able  to be  shared by a ll customers  across
competitive  marke ts  .

Non-utiliqy Ge ne ra tion: When a  company other than a  regula ted public utility company produces
powe r for sa le .

Notice  of Propos ed Rulemaking UVOPR): A reques t for comments  and information on a  specific
topic or issue  from consumers  or any pa rty directly inte res ted or involved. Often a  document is
deve loped for pa rtie s  to comment on.

Nuclear Regula tory Commis s ion HVRQ.
is  responsible  for power plants ' sa fe  opera tion.

A fede ra l agency which licenses  nuclea r power plants , it

Office of Consume r Advoca te  (OCA): A government office  tha t represents  the  inte res ts  of
re s identia l utility consumers  be fore  the  Public Utility Commiss ion in ra te  and se rvice  cases  and
before  other s ta te  and federa l regula tory agencies and courts .

Ojie e  0f S ma ll Bus ine s s  Advoca te  (OS BA): A s ta te government office  tha t represents  the
interests  of small business  consumers by participa ting in PUC ra te  cases and other s ta te  and federa l
regula tory cases .

0 j]p e a k P e riod: Genera lly a  low point in use  of a  power producing sys tem. Pe riod of time  when
the  quantity (or load) de live red by a  utility sys tem, or when the  demand by cus tomers , is  not a t the
maximum compared to othe r pe riods  of time . Opposite  of peak pe riod.

Oligopoly: A marke t s itua tion in which each of a  few producers  a ffects  but does  not control the
ma rke t.

On-pe a k P e riod : A time  when de live ry of utility se rvice  is  a t or nea r the  maximum sys tem
capacity. Also ca lled "peak pe riod."

Open Aeeess: A concept to permit new genera tors  to a ttach to the  transmission system and move
the ir powe r without s ignifica nt ba rrie rs  by the  utility.

Ope n Ma rke t: Compe tition is  a llowe d.

Orde r: The  writte n de cis ion of a  judge  or officia l body. An officia l writte n docume nt usua lly
issued a t the  conclus ion of a  proceeding conta ining the  findings  and conclus ions  of the  PUC. An
order usua lly conta ins  ins tructions  to a ll parties  of the  case  to can'y out the  obi ectives  of the  Order.

P e a k Loa d: The  maximum demand for energy (or the  maximum load consumed or produced) on a
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utility sys tem in a  s ta ted pe riod of time . This  de te rmines  the  utility's  necessa ry genera ting capacity.

Reek
Also ca lle d "On-pe a k pe riod."

Performance  Bas ed Rate  Making: A te rm used inte rchangeably with incentive  regula tion, used
when se tting ra te s  for regula ted utility companies .

P la n t: Land, building, and equipment tha t a re  pa rt necessa ry for utility se rvice .

Polling Voting on certa in ra te  case  issues  by each PUC Commissioner a t a  Public Session. The  votes
he lp the  Commiss ion reach agreement in the  fina l order.

P owe r P ool: Combining e lectric power supplie s . Two or more  inte rconnected e lectric sys tems
planned and opera ted to supply power in the  most re liable  and economica l manner.

P rie e  Ca p: Situa tion where  a  price  has been de termined and fixed but earnings are  not restricted to
a  fixed ra te  of re turn.

P ublic Input He a rings : Mee tings  where  consumers  can give  input to the  PUC. Sworn or unsworn
tes timony to the  PUC judge  and to the  utility, consumer advoca te  and PUC s ta ff. The  PUC conducts
hearings in the  service  area  of the  utility who requested the  ra te  increase . Sometimes consumers can
point out problems  with the  qua lity of the  utility's  se rvice , management, or policie s  which could
affect the  outcome of a  case .

P ublic Me e ting: Meeting, open to the  public, where  the  PUC Commissioners  vote  on a ll ra te  case
filings  and othe r officia l PUC bus iness . (Also Public Sess ion.)

P ublie  S e ss ion: Meeting, open to the  public, where  the  PUC Commissioners  vote  on a ll ra te  case
filings  a nd othe r officia l PUC bus ine ss . (Also Public Me e ting.)

P ublic Utility Code : The  law which se ts  the  Powers  and dutie s  of the  PA Public Utility
Commission. It a lso se ts  many of the  guide lines  the  PUC uses  for utilitie s ' ra tes  and se rvice
standards.

P ublic Utility Commis s ion (P UC): The  s ta te regula tory agency tha t provides  ove rs ight, policy
guida nce  a nd dire ction to e le ctric public utilitie s .

P ublic Utilitie s  Re gula tory P olie y Ae t (P URP A): Centra l to fede ra l ene rgy policy, PURPA
required tha t e lectric utilitie s  purchase  power from independent power producers  when tha t power
was genera ted from renewable  resources, a  waste  product, or from the  cogenera tion of s team and
e lectricity. The  power's  purchase  price  would be  equa l to or le ss  than wha t it cos t the  utility to
produce  tha t additiona l power.

Qua lyjfing Fa c ility (Q D: Non-utility genera tors  of ene rgy tha t mee t ce rta in opera ting and
efficiency s tandards  se t by the  Federa l government.

Ra te  Base : The  tota l dolla r amount of inves tment tha t a  utility company has  in its  plant and
e quipme nt upon which the  utility ma y a m a  profit. The  PUC de te rmine s  wha t is  a llowe d a nd not
a llowed in the  ra te  base .

Ra te  De a ve ra ging: The procedure  of se tting ra tes for the  same service  when there  are  differences
in costs  and usage because  of the  geographical location of the  consumer.
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Rate  of Re tum (ROR): The  ma ximum le ve l of "profit" a  utility compa ny is  pe rmitte d to e a rn a s
de cide d by the  Public Utility Commiss ion a fte r inve s tiga ting the  utility's  ra te  re que s t.

Re a l-time  P ricing: Utility ra te s  tha t re flect the  actua l cos t of providing se rvice  a t a  given time
cre a ting fluctua ting utility price s .

Re gula tion: A rule  or law established by the  federa l or s ta te  government which se ts  procedures
tha t a  utility must follow. Pennsylvania  Chapte rs  56 and 64 a re  examples  of regula tions  about how a
utility mus t tre a t re s ide ntia l cus tome rs .

Re se lle rs : Companies  tha t purchase  utility se rvice  from a  wholesa le r and rese ll it to consumers .

Re ta il Whe e ling: Also known a s  re ta il cus tomer choice --A utility company is  required to transport
e lectricity from a  gene ra ting plant it does  not own directly to its  re ta il cus tomers . This  give s  re ta il
cus tomers  the  ability to purchase  e lectricity from sources  they choose .

Re ta il Cus tome r Choice : See  Re ta il Whee ling

Right-of-wa y: A piece  or s trip of land used by a  utility for the  cons truction and ope ra tion of its
fa cilitie s .

ROR (Ra te  o f Re turn): The  ma ximum le ve l of "profit" a  utility compa ny is  pe rmitte d to e a rn a s
de cide d by the  Public Utility Commiss ion a fte r inve s tiga ting the  utility's  ra te  re que s t.

Rura l Elec tric  Coopera tive : Gene ra lly a  non-profit, cus tomer-owned e lectric utility, re spons ible
for dis tributing powe r in rura l a re a s .

S tanding: Lega l right of a  pe rson or group to cha llenge  the  conduct of another.

S tra nde d be ne fits : Specia l collection programs, renewable  energy and DSM programs,1ife1ine
ra te s  and othe r utility re sources  be longing to a  monopoly utility tha t may not be  funded if the  sa le s
base  of the  utility is  e roded.

Stranded commitment: Asse ts  and contracts  a ssocia ted with shifting to competition which a re
above  marke t price s  and hence  re sult in non-compe titive  conditions  for the  utility.

S tranded inves tments  or s tranded eas ts : A utility inves tment, such a s  facility and equipment tha t
is  le ft without cus tomers  to support its  ope ra tion.

Title  52: The  section of the  Pennsylvania  Code  tha t governs  utilitie s .

Transmiss ion Aeeess : Inte rconnecting or access ing e lectric transmiss ion lines  for the  purpose  of
sa le  or production of power.

Tra ns mis s ion Line s : Wate r, gas , or e lectric lines  which move  se rvice  from one  point to anothe r
for dis tribution to the  cus tome rs .

Unbundling : Breaking down se rvices  offe red into parts  so each part can be  billed separa te ly.

Utility Competition: Two or more  e lectric supplie rs  providing the  same  or s imila r goods  or
services in the  same market place  and for the  same customers.
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Valley F illin g : In e lectric utility planning, te rm used to change  or move  cus tomer consumption so
tha t output of e lectricity is  more  evenly dis tributed throughout the  day or yea r.

We a the riza tion: Modifying a  home or s tructure  to conse rve  ene rgy. Sea ling window and door
frames with caulking or gaske ts , ins ta lling s torm doors  and Windows, and adding or increas ing the
insula tion in orde r to decrease  utility cos t by increas ing the rma l e fficiency.

Whe e ling: The  transmission of power tha t has  been genera ted by one  utility system over the  lines
of a nothe r utility sys te m.

Whole sa le  Compe tition: S itua tion where  municipa l and othe r regula ted utilitie s  can exercise
choice  in e lectricity supplie rs  in order to mee t cus tomer needs .

Write -Down (or Write -offs ): The asse ts  on the  accounting books tha t are  not profitable  or are
uncollectible  and a re  removed from the  accounting books, through a  charge  to earnings and/or a
reduction in s tockholde r va lue .

Click he re  for a  lis t of re fe rences  used in crea ting this  glossa ry.
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Glossary:
Electric Utility Industry Terms

Aggregation
The process where consumers voluntarily join their
purchasing power to secure electricity at favorable rates or
terms.
Aggregator
A person or organization that facilitates the formation of
the group or buying pool that will purchase electricity in
quantity. The aggregator may also be an electric service
provider but does not need to be.
Biomass
Energy resources that are or were living matter, such as
wood, municipal and manufacturing waste, and alcohol
fuels.
California Energy Commission (CEC)
The state-appointed board that has developed the state's
renewable energy program and determines the need for
alternative power sources.
Ca lifo rn ia  P ub lic  Utilitie s  Commis s ion  (CP UC)
The  s ta te  agency tha t regula tes  the  e lectric utility industry
and is  oversee ing the  changes in tha t industry.
Ca lifo rn ia  Alte rna te  Ra te s  fo r Ene rgy (CARE)
A progra m of lowe r e le ctric ra te s  for those  with limite d
incomes .
Cons umers
Indus tria l, a gricultura l, la rge  re ta il, comme rcia l a nd
residentia l e lectricity users . This  website  addresses
concerns  of res identia l, small business  and small
agriculture  consumers .
Compe tition  Tra ns ition  Cha rge  (CTC)
A regrouping and new name  for cha rges  which e lectricity
cus tomers  have  a lways  pa id. The  CTC a llows exis ting
utilitie s  to re tire  debt, compete  fa irly, and assure  the
re lia bility of the  utilitie s ' dis tribution sys te ms .
Dis trib u tio n
The  function of de live ring power to consumers . This
includes wires  and poles , repa ir crews, emergency
services .
"Do  No t Ca ll"  Lis t
A lis ting of names of consumers  who have  asked tha t they
not be  solicited by phone  by e lectric se rvice  provide rs .
The  lis t is  ma inta ined by the  CPUC, which can pena lize
offending companies .
Elec tric  Se rvice  P rovide  (ESP)
The  company or organiza tion tha t provides  e lectricity
from a  va rie ty of gene ra tion sources . Click he re  for a  lis t
of Regis te red Service  Providers.
Elec tric  Se rvice  P rovide r (ESP)
An e lectricity sa le s  pe rson or organiza tion regis te red with
the  Ca lifornia  P ublic Utilitie s  Commiss ion. Click he re  for
a  lis t ofRegis te red Service  Providers.
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Fe de ra l Ene rgy Re gula tory Commis s ion (FERC)
A na tiona l authority tha t regula tes  the  inte rs ta te
transmiss ion of e lectricity, including whole sa le  ene rgy
purchases and transmission ra tes.
Ge ne ra tion or Ge ne ra tion S ys te m
The  actua l crea tion of e lectricity by va rious  sources  of
power, including na tura l ga s , hydroe lectric, sola r, wind,
geothermal, nuclear, biomass and coal.
"Gre e n" P owe r
See Renewable Energy Source.
Inde pe nde nt S ys te m Ope ra tor (IS O)
A new entity tha t will manage  the  long-dis tance
transmiss ion grid for Ca lifornia  to ensure  continued
s ys te m re lia bility.
Inve s to r Owne d  Utility (IOU)
The  loca l utility companies  tha t provide  se rvice  to ove r
70% of Ca lifornia ns  (P G&E, S CE, S DG&E).
Kilo wa tt  h o u r (kp h )
The  measurement of e lectricity.
Non-Re ne wa ble  Ene rgy S ource
An e lectricity-genera ting source  tha t can be  used only
once , with nega tive  impact on the  environment. Examples
include : oil, coa l and nuclea r.
Office  of Ra te pa ye r Advoca te s  (ORA)
A divis ion of the  Ca lifornia  P ublic Utilitie s  Commis s ion.

Power Exchange  (PX)
A ne w e ntity tha t will fa cilita te  the  buying a nd se lling of
e lectricity through a  compe titive  bidding sys tem.
P o we r Grid
The  linking sys tem whe re  a ll provide rs  funne l e le ctricity
be fore  it is  transmitted and dis tributed.
P ro vid e r
The  company or organiza tion tha t supplie s  e lectricity
from a  specific genera tion source .
Public  Purpos e  Programs  Charge
A regrouping of charges  for socia l programs tha t
Californians have  been supporting for years , as  well as
some new programs. Charges support programs for low-
income consumers , energy-efficiency renewable  energy
sources and research.
Renewable  Energy Source
Any source  of energy genera tion tha t doesn't run out or
a re  quickly renewed by na tura lly recurring events  in
nature . Generally, renewable  energy sources have
minimal impact on the  environment. Examples  include  :
wind (windmills ), wa te r (hydroe lectric dams), and sola r
(photovolta ic pa ne ls ).
Renewable  Ene rgy.
Any source  of energy genera tion that can be  used more
than once , such a s  wind (windmills ), wa te r (hydroe lectric
dams) or sola r (photovolta ic pane ls ). Genera lly,
renewable  energy sources  have  minimal impact on the
e nvironme nt.
"S la mmin g "

L

http://wwwknowle dge ispowe r.org/low/b_he 1p_01 .html 7/31/98



` ' CRUC | He lp S e ction Page 3 of 3

The  switching of a  consumer's  e lectric se rvice  provide r
without the  consumer's  knowledge  or consent.
Time -of-Us e  P ricing
A way for consumers  to potentia lly lower cos ts  by paying
for e lectricity a t a  lower ra te  during "non-peak" hours , a
higher ra te  during "peak" hours , and shifting the ir usage
to non-peak hours . Within the  next 24 months , consumers
are  expected to be  able  to take  advantage of time-of-use
pricing.
Tra ns mis s ion
The  conveying of e lectricity from gene ra tors  to
dis tributors , or the  long-dis tance  conveying of e lectricity
from a  genera tor to a  loca l substa tion.
Tra ns mis s ion Sys tem
The  long-dis tance  conveying of e lectricity from a
genera tion source  to loca l dis tribution sys tems '
subs ta tions  via  high-voltage  lines .
Utility Dis trib u tio n Compa ny (UDC)
A ne w na me  for the  loca l utility compa ny.

Note : if you a re  unable  to find the  specific answer to a
question on this  s ite , you can a lso ca ll the  Electric
Educa tion Ca ll Cente r a t 1-800-253-0500.
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